In today s modern age, information systems are of vital importance for successful performance of any organization. The most important role of any information system is its information support. This paper develops an information support model and presents the results of the survey examining the effects of such model. The survey was performed among the employees of Brčko Distric Government and comprised three phases. The first phase assesses the influence of the quality of information support and information on information support when making decisions. The second phase examines the impact of information support when making decisions on the perceived availability and user satisfaction with information support. The third phase examines the effects of perceived usefulness as well as information support satisfaction on user loyalty. The model is presented using six hypotheses, which were tested by means of a multivariate regression analysis. The demonstrated model shows that the quality of information support and information is of vital importance in the decision-making process. The perceived usefulness and customer satisfaction are of vital importance for continuous usage of information support. The model is universal, and if slightly modified, it can be used in any sphere of life where satisfaction is measured for clients and users of some service.
INTRODUCTION
Information technologies play an important role in modern business. e rapid growth of the Internet as communication media represents the crucial element of support and success in everyday business. e information technology development did not bypass the public sector. Information technology is nowadays seen as a mechanism for business advancement and improvement. e most important section of information system is information support itself. e use of information support in public sector contributes to making everyday decisions, resolution of business pro-cesses and enables e cient communication and all other processes up to nal data archiving.
Information system eases the accomplishment of everyday activities and all other requests. It should enable the user to obtain quick and adequate information. Today's decision makers are faced with the problem of excessive information. In the decision-making process, it is necessary to receive useful information at the right moment with it being complete and consistent. Information in today's business environment is the most valid resource that facilitates the decision-making process and decreases the level of uncertainty and risk.
e following research topic arises from the present research: how does the organization of local government enhance its functioning by introducing information technologies. e other topic refers to the way in which the information support quality a ects the decision making process with regards to the perceived client utility, satisfaction and loyalty.
In order to examine the research subject, it is necessary to examine the impact of information system quality and information in general on information support when making decisions and its in uence on the perceived usage and satisfaction of information support, which further results in information support system loyalty.
To that end, it is necessary to set up an information support model and determine the indicators used to measure the research varieties. In order to prove this research model, multi-variation regression analysis shall be utilized.
THEORETICAL FRAMEWORK OF RESEARCH MODEL
Modern e cient business decision making cannot be imagined without information systems. Information systems and technologies are used as support to all aspects of organizational functions and activities (Marković Blagojević et al. 2014, p. 34 ). e task of information systems is to provide adequate information support to the user/client. In order to make the right decision, every manager is required to have "the real database of information for decision making and determining each type of information needed to make the proper decision" (Mahmutović et al., 2012, p. 42) . erefore, it is required that each information system user knows how to obtain the required information in order to make a decision and resolve the problem. Information systems should provide information support based on which decisions will be made and everyday activities successfully performed. e use of information systems results in adequate information support provided to the client/user. erefore, this paper will observe how information systems used in Brcko District Government a ect the decision-making process and problem solving and whether the users would continue to use them, i.e. remain loyal. e paper develops the model that will serve as the basis for this research.
e following assumptions were taken into consideration when creating the research model:
◆ information support quality is important for the decision-making process, ◆ quality of information obtained from information systems is important for the decision-making process, ◆ decision-making process is connected with usage perception and client satisfaction by using information support, ◆ Information support perceived level of usage and satisfaction determines the loyalty level and readiness for continuation of service usage.
e given assumptions indicate three relations based on which the following varieties would be used:
◆ quality of information support on decision making ◆ e ciency and satisfaction and ◆ e ciency and satisfaction on loyalty.
Šadić, S., Puška, A., Beganović, A.  Information support model e rst relation sees the information support quality and quality of information obtained by using information support as independent varieties. In the rst relation, information support in the decision-making process is seen as a dependent variety. e second model relation sees information support in the decision-making process as an independent variety, whereas the perceived efciency of information support and satisfaction with information support is seen as a dependent variety. e third model relation has the perceived e ciency of information support and satisfaction with information support as independent varieties, whereas the loyalty of information system support is marked as a dependent variable.
Based on this research model, the following hypotheses are established:
H1 -Information support quality in uences decision making in everyday business activities of the user, H2 -Information quality in uences decision making in everyday business activities of the user, H3 -Information support in the decision making in uences the user's perceived e ciency of this support, H4 -Information support in decision making in uences the user's satisfaction with this support, H5 -ere is a signi cant in uence of the perceived e ciency on loyalty when using the information support system, H6 -ere is a signi cant in uence of satisfaction on loyalty when using the information support system.
INFORMATION SUPPORT QUALITY
Quality is a multidimensional term which can be observed from various aspects. e term quality will be used to show its conveniences for usage, considering that the information system users have di erent needs, requests, wishes, and diverse interpretations of its quality Petter et al. (2008, pp. 238-239) . e users de ne quality of information system through its desired characteristics such as intuitiveness, sophistication, exibility and response time.
e aim of the information system is to be simple for usage by providing information support. It needs to be in compliance with the requirements and client wishes.
Information needs to be accessible quickly at all times. "High quality of information system management means high information quality through e ciency and satisfaction or decision maker and increases the manager's decision quality" (Al-Mamary et al., 2013, p. 11) .
e thing that each information system needs to provide is quality information support. at means that the information system user will receive accurate information at the right time and will be satis ed because he/she received the requested information. In that way, information support increases the quality in problem solving and decision making. e more satis ed the user is with information support, the more he/she will use it in his/her work. is paper explains that the information support quality means that the information system is easy to use, has great reliability in work and information is easily accessible and adaptable to the needs of the user.
INFORMATION QUALITY
Quality information needs to enable easier accomplishment of user's business. Information quality has become a critical concern of organizations and an active area of Management Information Systems research (Lee et al., 2002, p. 133) . Quality information is the desired output of each information system. "Information quality measures the output of information system and does not measure the quality of that system (DeLone & McLean, 1992, p. 64 ).
Information quality provided by information system as an output can be measured in various ways and using various approaches. DeLone and McLean (2003) used the following characteristics which are required for the information to be of good quality: precise, timely, complete, relevant and coherent. Al-Mamary et al. (2013, p.12) outline the following desired features required for quality information: accurate, complete, brief, coherent, relevant, timely, su cient amount, available and understandable.
e most important quality of information is for them to enhance the decision making performance, increase work e ciency and improve the quality of information system users. e mission of each piece of information is to contain all required data relevant for problem solving, decision making and everyday business activities.
INFORMATION SUPPORT IN DECISION MAKING
Each user is required to receive timely and accurate information needed for the decision making process.
e basic information technology support is in decision making. Managing any type of organization includes decision making and resolution of daily as well as speci c problems. erefore, it is necessary to possess certain knowledge and information (Stanišić, 2014, p. 73) . Information systems with their information support are needed for the user to obtain information required for decision making and problem solving. In order to increase e ciency in the decision making process, it is required to possess real information at the right time. Decision making is the process of problem identi cation and its resolution (Mašić et al., 2010, p. 195) .
"Information system needs to be reliable, comprehensive and operational, established to enable simple data and information approach in a way to please the user needs and also needs to support the processes of rational strategic and operational decision making" (Imamović & Redžić, 2012, p. 197) .
Information systems assist managers in resolving two types of problems: optimizing the business process and process of manager information supply. e most important section of information system in decision making is to help the managers by using all relevant information.
PERCEPTION OF INFORMATION SUPPORT USAGE
Perception of information support usage is dened by Davis (1989, p. 320) as the degree of user's e ciency and validity to improve his/her business e ciency. It is related to the user's satisfaction with information support obtained in everyday business activities, decision making, problem solving, all of which they encounter at work. e perceived usage of information system cannot be seen as something that is used for decision making but rather to assist in user's everyday business. e de nition was given by Mathwick et al. who de ne the perceived usage as the degree by which a person thinks that a certain system improves business conducting.
In order for the information system to improve the perceived usage of users, it is required to enable rapid decision making, increase work e ciency and problem solving, and improve productivity and performance of user information system. is could lead to the increased awareness of the usage of information systems, information support in everyday business. e perceived usage of users rises along with the increase of awareness.
Each information system needs to secure easier business activities for the users/clients. e better support, the higher the perception of its usage by the user. If the information system provides necessary information support to the user, he/she will be dissatis ed with the system and the perceived eciency will reduce and its use will record a growing tendency in everyday business.
SATISFACTION WITH INFORMATION SUPPORT
Customer satisfaction refers to how satis ed a customer is with the supplied product/service (Eid, 2011, p. 88) . When you mention the term "satisfaction with information support", it means positive experience with information system in the past. Primary satisfaction is created when all information for everyday business is obtained and easily accessible. e user measures his/her satisfaction with the output data of information system, which is shown as information support. By using the output approach to the information system, Halawi et al. (2008, p. 126) de ne satisfaction with information system through user requests that are shown as the available information on information support.
If the user thinks that the information system is useful for providing information support, he/she will try to use it in all aspects of his/her work. But, otherwise, he/she will not use it even in the places where it is the most e ective at work.
In order to increase user satisfaction, it is necessary to apply di erent enforcement strategies for the user to be actively involved in the creation of these systems. By doing so, the user will become more familiar with the entire process. If the user understands how the system functions and if he/ she knows how to use it, he/she will be meeting his/her need s better than the users who were not involved in the creation of such systems. is will greatly a ect the loyalty and readiness to use such systems in future (Halilović, 2015, p. 71) . Doll et al. (1994, p. 461) state that the most important measuring tool of client satisfaction with information system is the information support to the end user, as well as information on user satisfaction.
LOYALTY TOWARDS INFORMATION SUPPORT
is paper assumes that the loyalty is the intention of continuous usage of certain information support. Customer loyalty is customer intention to reuse something based on his experience and expectancy in the past (Hadi et al., 2012) . Of course, loyalty can also be de ned in other ways. Oliver (1997, p. 392) views loyalty as deep dedication to the repeated purchase of the preferred product or service, despite the situational in uences and marketing e orts of the opposition which have the potential to create the supplier change. In the environmental context, customer loyalty is measured based on the number of customers performing transactions (Kim et al., 2003) .
physical products (Babić-Hodović & Činjarević, 2009, p. 738) . In order to increase loyalty of the information system user, the quality of the system itself needs to be improved and the user needs to be satis ed with that system. Without the satis ed user, there is no loyal user, and satisfaction is connected with quality.
RESEARCH METHODOLOGY
e basis of this research is the employer of Brcko District, Bosnia with access to one of information systems. Questionnaires are given to those users for the primary research to be conducted. e research itself was conducted in the following way: e questionnaire comprises two parts: characteristics of examinees and claims connected to research varieties. For the purpose of questionnaire examination, the following characteristics have been considered: age, sex, workplace, school, work experience and weekly system usage. For variety questioning, Likert scale method with ve intensity levels was used, with 1 meaning I disagree and 5 meaning I agree. Two-approach level was used for conducting this research and included the following: sending the electronic version of the questionnaire to Brcko District, Bosnia and Herzegovina, Government employees and forwarding the paper version to the employees, which gave better e ects. at is also con rmed by the research conducted by Kwak and Radler (2002) , which shows that there is a smaller responsiveness rate with online research performed by the examinees.
Based on this research, 141 completed questionnaires were received. e return rate was 47% since the survey was forwarded to 300 users of information system. e user selection was conducted using the non-random sample method. " is sample is used with population for which we assume to be homogenous towards the observed characteristics" (Fazlović, 2013, p. 151) . In this case, we had homogenous observed users and therefore, the non-random sample was used.
As regards the data analysis, statistical packets SPSS 20 and Stastica 12.5 were used. During the hypothesis analysis, inferential statistics was used for the importance level of 5 per cent or p<0, 05. For hypothesis connection, factor analysis was used, while Crombach alpha method was implemented for reliability examination.
RESULTS
e purpose of this research is to determine whether the varieties in the set exploration model are mutually connected. Table 1 shows the basic characteristics of examinees.
Based on all basic examinee characteristics, no speci c di erences could be observed between the selected groups. Accordingly, the results obtained can be accepted and marked as relevant.
Prior to examining the set hypotheses, it is necessary to inquire the collected data. e reliability of data received is measured on the basis of Crobach's alpha coe cient value. While performing the factor analysis, data reliability was inquired based on Kaiser-Meyer-Olkinov (KMO) and Bartlett tests. e mutual connection of varieties was measured by means of correlation analysis. e task of Cronbach's alpha index is to examine the internal consistency of received data (Carlbring et al., 2007 (Carlbring et al., , p. 1427 ). Cronbach's alpha value is from theoretical zero to one. If the index value is close to zero, it can be said that data is unreliable. If the values are close to one, it can be said that data is very reliable (Kozarević & Puška, 2015, p. 589 ). e value of this index needs to be higher than 0.75 for the data to be considered reliable.
Factor analysis is used herein to explore inter-EJAE 2016  13 (2)  30-44 nal connection of claims inside one variety. e main component analysis and varimax rotation with Kasiser normalization were used during the factor analysis. In order to examine factor analysis data reliability, Kaiser-Meyer-Olkin (KMO) indicator of sample adequacy is used as well as Bartlet spherical test. KMO indicator varies from zero to 1. If the result is smaller than 0.6, correlation matrix is not suitable for this analysis. Bartlett's test nds the signi cance value to be smaller than 0.05 (p<0.05) desirable (Puška et al., 2015, p. 108 ).
e results of internal connection of claims within research varieties indicate strong correlation between them. e smallest value of factor analysis was established with the variety of information support usage where the numbers varied between 0.837 and 0.935.
Other index values obtained from this analysis were bigger and were close to 1, which represents an excellent value for internal connection. As can be seen from the factor analysis, all varieties have one factor. erefore, it can be said that one-factor analysis of internal connection of research was conducted. All values are bigger than 0.6, and thus it can be said that the correlation matrix is needed for the analysis. e Bartlett's test value is smaller than 0.05 for all factor analyses. e value of this test for all analyses is p<0.000. Based on this research, it can be concluded that there is not even the slightest possibility for statistical error occurrence since the zero has three decimals.
Based on the above-stated, it can be concluded that the collected exploration data is mutually internally coherent and that there is only one factor that explains the research varieties. In addition, the values of factor analysis are high, and none of the claims is rejected from further analysis. e result value obtained through Cronbach's alpha is shown as being bigger than 0.91 and closer to 1. us, it can be concluded that all collected data is relevant and reliable. is section will explore the research set hypotheses using the multi-variation regression analysis.
e aim of multiple regressions is the inclusion of multiple factors in the analysis both individually and separately, where the estimation of factor inuence from independent to dependent variable is done. Multiple regressions are quite exible and can be suitable when analyzing the dependent variety in relation to more independent varieties (Božić, et al. 2013, p. 43 ).
e thing that needs to be mentioned with multiple regression is that this analysis provides evaluation of all research factors as well as individual factor in uence of independent variety on the dependent one where the F-test value and the relevance of this test is given.
Multiple regressions make it possible to make an equation of independent factor in uence on dependent ones, where the independent factor value is determined using "B" coe cient, which represents the items for minimizing the mathematical method mistakes. e implementation of multiple regressions will be done using the programming tool Statistica 12.5.
As previously mentioned, the research model in the rst hypothesis uses information support quality as an independent variety, whereas information support is used as a dependent variety in the decision making process. e mission of this hypothesis is to examine the in uence of information support quality on the user's decision making. e total model assessment is being used for examining the rst hypothesis.
e results of multiple regression show that there is a slight and almost signi cant link between the observed varieties of research and multiple correlation coe cient (R) which is 0.7822, whereas the determination coe cient value is R2 = 0.6118. is coe cient shows the proportion of criterion that can be explained on the basis of variety aggregate. Based on the value of determination coecient, it can be said that with this model of multiple regression 61.18 per cent of dependent varieties are explained based on the variety aggregate. e value of the standard error rate is 0.70639, which is considered to be relatively small. With this model, the F-test value is 48.468, which is bigger than the table value. erefore, it can be said that this research hypothesis is accepted. is also proves the p-value or the level of model signi cance. Based on these tests, it can be concluded that information support quality in uences the decision making in everyday life of users, which proves the rst hypothesis.
A er the total aggregate value of the model was explained, the results of individual indicators of independent variety on dependent variety factors shall be evaluated. e multiple regression results reveal that only one indicator plays a signi cant role in dependent variety explanation, thus indicating that information support easily adapts to the user's requests where the T-test value for this indicator is 3.5690, while the signi cance level is 0.0005.
Coe cients of regression in this model are presented as "B" values. Based on that, it can be said that the value of regression coe cient for the mentioned indicator is 0.5398. is value is positive and in line with regression direction. e thing that is still valuable is constant value and its importance level is 0.0040, while for the remaining indicator values this level is signi cantly bigger. It is also important to mention the KSIP 02 indicator. e quality of information support has more reliability in business where regression coe cient is negative and is -0.0317, while the signi cance level value is bigger and is 0.8930. e results of multiple regression usage for the second established hypothesis show that there is a large connection between the observed varieties. Information quality was used as an independent variety and information support as dependent one in decision making. e value of multiple correlation analysis is 0.7680 while the determination coe cient is valued at 0.5898 based on which it can be said that with independent variety, 58.98 per cent of dependent variety was explained. e standard error estimate rate is labeled as 0.73256, which is slightly less than the previous multiple models.
e T-test value in this case is valued at 35.365, which is bigger than the table value. e T-test value is used for hypothesis veri cation. e second backing hypothesis is accepted. It states that the quality of information in uences decision making in everyday user's business activities. Besides that, the p-value result is smaller than 0.05, which also proves the second research hypothesis.
By observing individual claims and their in uence on the independent variety, it can be noticed that none of the stated claims individually is signi cantly important i.e. it does not in uence the dependent variety. Two claims have negative values of regression, the KIIP 01 and KIIP 03, whose T-test values are -0.7476 and -0.5766, respectively. ese two claims have the biggest level of signi cance ranging from 0.4561 and 0.5652. Other indicators have positive regression coe cient value, so the smallest signi cance level is at KIIP 02 claim and is 0.0855, which is close to the border value of 0.05. However, it cannot be said that this claim has a signi cant in uence on the dependent variety of information support in decision making.
e results of multiple regression implementations in hypothesis 3 show that the two varieties, dependent and independent one, are connected and that the value of multiple correlations is 0.7556, which is slightly less than with previously established multiple regression models. is model, with the help of independent variety, explained 57.10 per cent of dependent variety, which shows the value of determination coe cient. e standard error estimate rate for this model is 0.71525, which is almost equal to the values in previous models. As with the previous model, the established hypothesis is accepted because the F-test value is bigger than the table value while the p-value is smaller than 0.05, which con rms that information support in decision making in uences the user's perceived usage of this support.
As for the individual in uence of indicators of information support in decision making, we can say that there is no signi cant in uence of individual indicators on the variety of the perceived usage of information support. e only important value is the constant value. e regression coe cient is 0.8518 while the signi cance value is 0.0008. As for the indicators, we can see that IPDO 02 (Information support facilitates my everyday work) indicator does not in uence the dependent variety and its regression value is 0.0088, while the signi cance value is at 0.9698. It has already been emphasized that the closer the p-value is to zero, the bigger the in uence, and vice versa. For the value of 1 we can say that there is no in uence. Since this value is close to 1, we can say that there is no in uence of this indicator on dependent variety. e value of correlation coe cient is negative for IPDO 03 indicator and is -0.0739, while the signi cance value for this indicator is 0.6346. e remaining indicators have positive value with regressive function.
e results of multiple regressions showed that these two varieties are nicely connected and that the value of multiple correlation coe cients is 0.7755.
is model of multiple regressions encompasses 60.14 per cent of in uence that independent variety has on the dependent one which shows the value of determination coe cient. As for the statistical error, it is less than with previous models. e Ftest value, which is 36.509, and p-value, which is 0.000, shows a signi cant statistical in uence of independent value on the dependent one with this model of multiple regressions.
Based on these results, we can conclude that information support in decision making has in uence on user's satisfaction with this support. at is why the fourth hypothesis has been accepted.
ere is no signi cant in uence of information support indicators in decision making on the variety of satisfaction with information support.
e multiple regression results show that there is only a great level of signi cance with the constant value in regression function, while other indicators do not have the importance level required to show that there is a signi cant statistical importance of the in uence of these indicators on the dependent variety. e IPDO 04 variety has the smallest in uence, with the value of 0.9656. is is the only indicator with a negative regression coe cient. With the remaining regression coe cients, there is a positive in uence on the dependent variety.
During the research of in uence that the perceived usage of information support has on information system loyalty, the results of multiple regressions were obtained, and they reveal a slight connection between these varieties. e value of multiple correlation analysis is the smallest in regards to other models of multiple regressions and is 0.4733. is analysis encompassed only 22.4 per cent of in uence that independent variety has on the dependent one, which is shown by the determination coe cient. e standard error estimate rate is the highest of all other models of multiple regressions and is 1.2328. However, besides all other F-test (98.8768) and p-values (0.000), the h hypothesis is accepted and it shows that there is a signi cant in uence of the perceived usage on loyalty in usage of information support system. During the research of individual in uence of independent variety on dependent one, the results obtained show that only the constant has the su cient value of signi cance for this statistical index to be considered important with p-value being 0.0007. It is important to state that PKIP 04 indicator has the biggest in uence on the dependent variety and its signi cance level is 0.0564. Meanwhile, this level is higher than the set level with used inferential statistics. is indicator also has the highest regression coe cient in regards to other indicators, which is 0.4385. PKIP 02 indicator has the smallest in uence with p-value being the highest (0.9939), which is very close to 1, meaning there is not even the slightest signicant statistical in uence of this indicator on the dependent variety.
e results of multiple regression show that the value of multiple correlation for this model of multiple regression is 0.5840, and that there is a signi cant connection of research varieties. is model encompassed 31.98 per cent of in uence that the independent variety has on the dependent one, which shows the value of determination coefcient. e value of standard error estimate rate is less than with the previous model of multiple regressions, but higher than the rst four models and is 1.1234. With previous models, the sixth hypothesis can be accepted based on the F-test value (16.047) and p-value (0.0000), which represents signi cance level.
e partial analysis of indicator in uence shows that there is a signi cant in uence with two indicators. ose indicators are ZIPS 02 and ZIPS 04 and their p-values are 0.0127 and 0.0413, respectively. It can be seen that ZIPS 02 has the higher T-test (2.5279) value than ZIPS 04 indicator (2.0622). Based on that and the p-value, it is possible to determine that ZIPS 02 has the higher in uence in relation to ZIPS 04 on depending variety of this model of multiple regressions. It is also important to mention that the signi cant value of the constant is 0.0028. e remaining two indicators have a negative value of regression coe cient and adverse e ects on the regression function.
CONCLUSIONS
e use of information systems is important for the e cient decision making process. e application of information systems results in providing information support to the user. Because of that, this paper completed system modeling through information support to the user. When forming the model, considerable attention was devoted to how information support in uences decision making through quality. All this in uences the perceived usage, satisfaction and user loyalty. e main aim of this model was to show the impact of information system. e information system itself, through information support, provides all required information for daily business activities and decision making.
e model was projected into three phases: the rst phase shows the in uence that the quality of information support has on the decision making process itself and conducting of daily business activities. e second phase shows the in uence of information support on decision making on the perceived usage and user's satisfaction with information support. e third phase examines the in uence that the perceived usage and information support satisfaction has on user's loyalty to this support. e research was conducted in Brcko District, Bosnia and Herzegovina, among government employees. Accordingly, 141 completed questionnaires were collected. All categories of information system user's characteristics have been included. Upon data collection, the relevance and research varieties connection was performed using factor analysis and Cronbach's alpha coe cient. e results of this method's show that the collected information is reliable and coherent and suitable for the application of multiple regression method.
To that end, six hypotheses were established and veri ed by means of multiple regression methods. e results show that all hypotheses have been accepted. e detailed analysis of the F-test shows that the quality of information support had the biggest impact on the decision making process. e test value was 48.468. e smallest in uence was with the perceived information support usage on user loyalty, with value being 8.8758. e multiple regression results showed that the set hypotheses are accepted as well as the research model. Based on the aforementioned, the future research should consider using this model in other spheres and sections. Moreover, it is also needed to examine mutual in uence of certain categories used herein, which has not been encompassed by the present research.
It is also of vital importance to compare this model with other models and identify its advantages and disadvantages.
